
Data List
Generated

GA Sends List

STOPCombine Lists &
Send To IRS

7.1

IRS Matches
Accounts

7.2

Send Accounts
To GA

7.4

Update SFA
Accounts In

DMCS

7.3

Monthly
*Returns:
- Home Address

IRS Skip
Tracing

36 GAs

Data List
Generated

GA Sends List

STOPCombine Lists &
Send To HHS

6.1
HHS Matches

Accounts

6.2
Send Accounts

To GA

6.4
Update SFA
Accounts In

DMCS

6.3

Monthly

Returns:
* Work Address
* Home Address
* Wage / Income Information

NDNH
Data Match

36 GAs

6,600,000

FDP

Scheduled
FDP Execution

STOP

Send Notice To
Borrower

4.2

Process
Payments

4.4

Load Data
Matches To

DMCS

4.1

Provide Hearing
Resolution

4.6

Assign To PCA

4.5

Process
Payments & Set

Billing

4.7

* Paid In FullSTOP

* Recycle To PCA

STOP

Continued Payments

STOP
* Paid In Full

1 Time Per Year

Stopped
Payments

Employer Sends
Payments

4.3

140,000

Discharged Voluntary
Payments

No
Hearing Hearing

Borrower
Changes Employer

Borrower Stays
with Employer

TOP

Combine List &
Send To FMS

Treasury

3.1
Send TOP

Accounts To GA

3.4

SFA TOP
List Created

GA Sends
TOP List

STOPUpdate
Accounts

3.3
Treasury

Performs TOP

3.2

* Offsets
* Unprocessable Accounts1 Time Per Year

6,600,000
Loan Arrives Populate DMCS

1.1

Set Billing &
Process
Payment

1.4
Report To Credit
Bureau & Assign

To PCA

1.3

No Borrower
Action

Borrower
Payment

STOP

In-House

* 400,000 Total Loans Distributed
Among The Following (388,000 Of
Which Are Managed By PCAs):
* Loan Types:
- FFEL-(4.9 Million Defaulted
Loans)
- FDSL-(603,000 Defaulted Loans)
- Perkins (NDSL)-(766,000
Defaulted Loans)
- FISL-(369,000 Defaulted Loans)
* Program Overpayments:
- SEOG & Pell Grants-(43,000
Overpayments)

400,000 400,000

* Send tapes to PCA
* Send letters to borrowers
* Occurs bi-monthly

Set Billing &
Process
Payment

2.3

Return To SFA

2.2

STOP

STOP

Discharge Loan

2.4
Resolve
Borrower
Disputes

2.5

Litigation

2.6

PCA Contacts
Borrower

2.1

AWG

2.7

Unable To Locate AWG EligibilityLitigationDisputeDischargePayments

* Recycle To New PCA
* Loan Satisfied (PIF, Rehab, Etc.) * Loan Satisfied (PIF, Rehab, Etc.)

PCA

* Loan Consolidation
* Voluntary Payments
* Payment Arrangements

* 13 PCAs

388,000

As-IsHigh-Level Process Summary Map For Debt Collections

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

Send Letters To
Borrowers

1.2
VT=0 VT=0

DMCS SLPC

388,000 VT=0

DMCS

11,000

SLPC
NPC

PCA

PCA SLPC
NPC

5,630

PIC
Hearing Staff

Loan Analyst

28,000

PCA
Loan Analyst

250,000

PIC
Hearing Staff

VT=0

DMCS Treasury DMCS DMCS

VT=0 VT=0

VT=0

DMCS

VT=0

DMCS

VT=0

DMCSHHS

VT=0

DMCS

VT=0

DMCS

VT=0

DMCSIRS

NPC

140,000

DMCS SLPC

4,200

Loan Analyst

70,000

NPC
SLPC
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Defaulted Or
Non-Defaulted
Loan/Grant

Populate DMCS

1.1.1

Report Eligible Accounts
To Credit Bureau &

Send Notification Letter
To Borrower

1.3.4

Assign Debt To PCA &
Send Transfer Letter

To Borrower

1.3.5
Payment

 Agreement. Reached
With PIC  And

Borrower ?

No
(50%)

Yes
(50%)

* Send Tapes:
-Done By Region 4

* Eligible Debts Only (> 7 Yrs.)

Set Billing & Wait For
Payment

1.4.1

Yes
(50%)

Payment
Received

 In 60 Days ?

Update DMCS And
Set Billing

1.4.2

Receive And Process
Payment

1.4.3

PIF?

STOP

Send Billing Letter

1.3.3

No
(99%)

Yes
(1%)

Letter Delivered
Successfully

(55%)

* Postmaster Forwards Mail If
Address Change Available &
Returns New Address Information
* 628,000 Of Current 4,100,000
Defaulted Loans Have Bad
Addresses.
* Assume New Loans Same Ratio
(45%)

STOP

* Skip Trace Occurs Bi-Monthly

Send Initial Due
Process Notice

1.2.1

Report Eligible
Accounts To Credit

Bureau

1.3.1

Assign To PCA

1.3.2

STOP

* Wait For Quarterly
PCA Assignment

Letter Delivered
Unsuccessfully

(45%)

Borrower
Responds ?

Update DMCS With
Undeliverable Flag

1.2.2

* Wait For Quarterly PCA Assignment

Yes
(10%)

Send N07 Letter

1.2.3

No
(90%)

Borrower
Responds ?

Yes
(1%)

* 13 PCAs

198,000400,000 VT=0

SLPC

180,000

DMCS

180,000

SLPC

DMCS

11,000

SLPC

NPC

11,000 VT=0

DMCS

VT=0

SLPC

208,000

SLPC

208,000

SLPC
DMCS

No
(99%)

No
(50%)

400,000 VT=0

DMCS

* 400,000 Total Loans Distributed
Among The Following (388,000 Of
Which Are Managed By PCAs):
* Loan Types:
- FFEL-(4.9 Million Defaulted
Loans)
- FDSL-(603,000 Defaulted Loans)
- Perkins (NDSL)-(766,000
Defaulted Loans)
- FISL-(369,000 Defaulted Loans)
* Program Overpayments:
- SEOG & Pell Grants-(43,000
Overpayments)

VT=0

180,000

VT=0

VT=0

VT=0

DMCS

VT=0 VT=0 VT=0

11,000

As-IsHigh-Level Process Map For Debt Collections--In-House

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

PCASend Tapes To PCA

6.6.1

Quarterly PCA
Assignment

100,000

DMCS

VT=0

Scheduled Report
Execution Run Report Programs

11.1.1

Print Reports On
Printers

11.1.2

Mail / Fax / Email
Report To "readers"

11.1.3

STOP

Request For
Ad Hoc Report

Programmer
Programs Report

11.1.4

* Only One Programmer Available (only One With Knowledge)

Run Report Programs

11.1.5

Programmer

725 VT=0 725 VT=0 VT=0

VT=0

DMCS DMCS DMCS

725

DMCS

5,500

1 1
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PCA Contacts
Borrower

2.1.1

PCA Locates Borrower
(Skip Tracing)

2.1.2

Contact
Unsuccessful

Locate ?

Return Debt To SFA
Collections

2.2.1

No

Set Billing, Update
DMCS, & Wait For

Payment

2.3.1
Payment

Received By Due
Date?

Receive & Process
Payment

2.3.2

Yes

PIF Or Rehab
Loan ? STOPYes

Borrower Disputes

PCA / Region 4
Handle Dispute

2.5.1

Mail Application To
Borrower

2.4.1

Discharge Loan

Borrower
Entitled?

STOP

Send AWG Due
Process Notice To

Borrower

2.7.1

Employment Data Available

PCA Prepares
Litigation Package

2.6.1

Meet Litigation Criteria

Package Reviewed By
Region 9

2.6.3

Package
Complete?

PCA

Yes

Borrower Makes
Payment Agreement

PCA A

Borrower Make Payment

No

PIC & Region 9
Receive, Review &
Assign Application

2.4.2

PCANo
(75%)

D

PCA Submits Litigation
Package To Region 9

2.6.2

No
(20%)

* Explore Option Of
Automatic Deduction
From Bank Account Or
Voluntary Pay Check
Withdrawal

D

No

PCA

STOP

* Region 4 Oversight Of PCA
Process & Handles Adjustments
* Notify Agency That They Can
Resolve?

* For School Closing
SFA  May Contact
Eligible Borrower
& Assume Not In
Repayment

* SLPC / Region 9:
- Bankrupt
- ATB / False Cert
- Closed School
* PIC / Region 9:
- Bankrupt
- Disability
- Death
* All:
- Disability
- Death

* If PCA
Locates
Borrower
Where
Letter Was
Previously
Undelivera
ble, Send
Transfer
Letter

* Assume There
Are No Problems
With Filed
Paperwork

Check
Cleared ?

Yes

No

Consolidate
Loans ?

No

PCA Consolidates
Loan

2.1.3

STOPYes

* Loan Goes To FDSL

$60.00

388,000

PCA

PCA

PCA

PCA

PCA

Loan Analyst

Yes
(25%)

Yes
(80%)

* Send To SFA
* Done Every Two Months

PCA

PIC

Review By Region 9

2.4.3

Loan Analyst

VT=15 M

5,630

5,630

5,630

* 99.9%
Correct

PCA

PCA

Loan Analyst

* DOJ

28,000

28,000

28,000

VT=1 D
ET=45 D

VT=0

VT=15 M

250,000 VT=0

SLPC

* Discharge Loan

Set & Post
Penalty Charge

2.3.3

96,000

No Action Taken By Borrower

As-IsHigh-Level Process Map For Debt Collections--PCA

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

* $5.00 Penalty

$12.50 $12.50

Voluntary
Payment Received
From Borrower?

A

Yes
(60%)

No
(40%)

A

Hearing ?

No
(50%)

Suspend AWG

2.7.2

Yes
(50%)

Review Result By
Region 4

2.7.4

Proceed With
AWG ?

Yes
(75%)

PCA

No
(25%)

Halt AWG

2.7.7

Send Notice To
Employer

2.7.5

Payment
Received ? Yes

Atlanta Office Works
With OGC To Resolve

Non-Compliant
Employers

2.7.6

No

STOP

* Out Of Scope

SLPC
Hearing Staff

VT=0

150,000

50,000

50,000

12,500

VT=30 M

VT=0

88,000

Perform Written
Review

2.7.3

PIC

50,000

$32.00

$25.00

99% Of All
Written Reviews
Are Correct
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As-IsHigh-Level Process Map For Debt Collections--Data-Matching

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

IRS
Skip Trace

GA/School
Sends Data

Batch Job
Creates "Bad
Address"
List

Merge & Send Data To
IRS

7.1.1

IRS Matches Accts. &
Returns New Home

Addresses

7.2.1

Send GA Accts. &
Schools Back To

Origin

7.4.1

Post SFA Held Accts.
To DMCS

7.3.1

STOP

36 GAs

VT=0

DMCS

DMCS

VT=0

IRS

DMCS

GA Sends Data

Batch Job To
Create List
(schedule.
Driven)

Send Data To HHS (in
Non-Merged Format)

6.1.1

* Wage Reports Generated On Quarterly Basis
* Price Cost Range $ 1/2 M To $ 1 M
* Accounts Not Currently In Repayment.

HHS Matches Accounts,
Returns Good Work, Home
Address & Wage/Income

Information to SFA

6.2.1

Send GA Accounts
Back To Origin

6.4.1

Post SFA Held
Accounts To  DMCS

6.3.1

STOP

Adjusted Gross Income Must Be
Greater Than Or Equal To $16,000

NDNH Data
Matching

36 GAs

DMCS

DMCS

VT=0

VT=0

VT=0

DMCS

HHS

VT=0
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Process Forms &
Recommend Solution

Schedule Driven
(July)

Pre Offset (Obtain
Addresses--Occurs In

July)

5.1.1

* SFA And GA Data

SFA Send To FMS (in
Treasury)

5.1.2

FMS (in Treasury)
Sends To IRS

5.1.3

IRS Sends Addresses
To FMS (in Treasury)

5.1.4
FMS (in Treasury)

Sends Addresses To
SFA

5.1.5

Update DMCS With
SFA Address

5.1.6

Pass GA Data To GA

5.1.7

Send Due Process
Notice To Eligible

Borrower

5.1.8

* Not all gets criteria
* ED only accounts

Borrower
Request
Review ?

No
(94%)

Discharge Request
(Closed School)

Review & Recommend
Solution

5.1.16

ED Paper
Responses

Review By Service
Centers Or NY

5.1.20

In Person

Review By Region 5

5.1.19

Telephone
Responses

Send Responses To
Borrower

5.1.18

Yes
(80%)

5.1.14

No
(75%)

Yes
(6%)

6.1.1

Review Borrower
Request

5.1.9

Review And Determine
Eligibility For TOP

5.1.10
Borrower

Requests SFA
Review ?

STOPNo
(99.5%)

Review By Region 9

5.1.11

Yes
(0.5%)

Send Response To
Borrower & GA

5.1.12

STOP

* Out Of Scope

* Out Of Scope

SFA Account ?

Yes
(50%)

STOP

* Wait For Batch Job To Create TOP List

STOP

* Wait For Batch Job To Create TOP List

STOP
* Continue With Collections
"in House" Or PCA

No
(50%)

75

* They get the best address from IRS & ensures
they are in place by the end of December

* IRS only does this once a month

540,000

SLPC

VT=30 M
ET=25 D

Loan Analyst

* Data is from
11/28/00 to the
present
* 99.9% of
Appeals are
upheld

5,643

SLPC

* Assume 50% of all discharge
requests (5,404) are TOP + 50% of
all ATB (5,856)
* Begins from 8/1 to 6/15

5,643

SLPC

Send Forms &
Protected Location

Code

5.1.13
VT=0

Review By Region 9

VT=30 M5,643

5.1.15

75

PIC

8,000

8,000

Review
Recommendation By

Region 5

5.1.17
8,000 5001,500

Loan Analyst

VT=30 M

15,64315,643

DMCS

DMCS DMCS

SLPC

VT=0

STOP Eligible For TOP?Eligible For
Discharge ?

No
(20%)

Yes
(25%)

GA Sends Paper

GA Sends Email

GA Sends Fax

SFA Manually Enters
Agency "Addresses &
Phone Numbers" To

DMCS & Updates SFA
Data

Send File To FMS (in
Treasury)

8.1.2

* Sub Agency (Address File)

Treasury Creates
Borrower Offset Notice

& Pre Offset

8.1.3

STOP

36 GAs

Loan Analyst $25.00

VT=0 VT=0

SLPC

Loan AnalystLoan Analyst

GA GA

As-IsHigh-Level Process Map For Debt Collections--TOP Pre-Offset

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

VT=0$25.00

$25.00

$30.00

$30.00

8.1.1
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Batch Job
Creating List

GA Sends List

Combine Acceptable
SFA Lists & Send To

FMS (in Treasury)

3.1.1

* Update DMCS With Expected List
* Include Addresses

Treasury Performs
TOP

3.2.1

SFA Updates DMCS
Accounts

3.3.1

Unprocessable Accounts

* Split Out GA Accounts

SFA Sends
Unprocessed Tape To

GA

3.4.1

GA Accounts STOP

* Out Of Scope / GA

SFA Weekly
Updates

GA Sends Account

Update DMCS,
Combine Tapes, &
Send Updates To

Treasury

3.1.2

Treasury Updates
Their Database

3.2.2

Unprocessable Accounts Treasury Sends
Offsets / Reversals
(weekly)

Update DMCS & Send
Information To GA

9.1.1

Post SFA Offsets /
Reversals To DMCS

9.1.2

STOP

Send Information To
GA

9.1.3

GA Accounts

STOP

* Out Of Scope / GA

Treasury Sends
Missing Address
Request To GA

SFA Sends GA
Accounts To GAs

10.1.1

SFA Run Program To
Capture Addresses

10.1.2

GA Run Program To
Capture Addresses

10.1.5

Send To SFA

10.1.6

Combine With GA To
Send To FMS (in

Treasury) In Weekly
Update Tape

10.1.3

* Collections Weekly Update

Treasury Updates
Their Database

10.1.4

* Treasury Must Have Addresses To Do Offset

STOP

* TOP

VT=0

DMCS Treasury

VT=0

DMCS

VT=0

DMCS

Treasury

VT=0

DMCS

VT=0

DMCS

VT=0

DMCS

VT=0

DMCS

Treasury

VT=0

DMCS

VT=0

DMCS

GA GA

VT=0

DMCS

As-IsHigh-Level Process Map For Debt Collections--TOP

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

6,600,000
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As-IsHigh-Level Process Map For Debt Collections--FDP

*$(Costs) = VT(in Hrs) * (Hourly Load Rate) * Number Of Resources(n)

LEGEND:

Activity
Name

Value-Added Time (VT)
Elapsed Time (ET)

(Resource)

(Volume)

......

(Costs)*

Automated Activity

Manual Activity

ASSUMPTIONS:
- Cost for activities do not include material costs (i.e., letter = $0.50), only FTE costs (i.e., $50/hr).
- Volumes are per year.
- Activity times are rounded off to 15 minute increments.

STOP

Schedule
Driven Computer Data

Matches

4.1.1

* E.g., DOD & USPS

Hits Loaded To DMCS

4.12

* Recall From PCA

Send Due Process
Notice Letters

4.2.1

Hearing
Request Made ?

Yes
(3%)

No
(97%)

Borrower Makes
Payment

Arrangements

4.6.3

Resolved ?Case Goes To ALJ

4.6.1

No

60 Days Since
Last Payment ? EYes

E

Send Billing Letter

4.7.1

No

Send Letter To
Federal Employer

4.2.2
Employee

Still Works For
Employer ?

Transfer To PCA
(Letter & Assign)

4.5.1

PCA

Employer Sends
Payments

4.3.1

Yes
(95%)

Receive & Process
Payments

4.4.1

Employee
Stays With Employer

Until PIF?

Adjustment Goes To
Fed Employer

4.6.2

STOP

* Written:
- PIC Provides Suggested
Resolution
- Region 5 Reviews PIC
Resolution
* Oral / In Person:
- Region 5 Attempts Resolution

No
(5%)

No
(50%)

4,200

Yes

Discharge

Hardship Adjustment

* 50% For Year With Restrictions

140,000 VT=0

DMCS

140,000 VT=0

SLPC

140,000 VT=0

DMCS

135,800 VT=0

SLPC

70,000 VT=0

SLPC
DMCS

130,000

130,000

SLPC

Voluntary
Payment

Yes
(50%)

NPC

Review By Region 5

4.2.4

Hearing Staff

4,200 VT=30 M

Perform Written
Review

4.2.3

PIC $32.00

$25.00
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